Service Level Agreement (SLA) for ASoftware Development Company
1. Introduction

This Service Level Agreement (SLA) outlines the agreed-upon terms and conditions between
[ASoftware Development Company], hereinafter referred to as "ASoftware", and [Client],
hereinafter referred to as "Client", for the provision of software development services. This SLA
establishes the expected levels of service, responsibilities, and remedies in the event of service
deviations.

2. Service Description

ASoftware agrees to provide the following software development services to the Client:
Design, development, and maintenance of custom software applications.
Implementation of software solutions based on client requirements.

Technical support and assistance during the software development lifecycle.

Regular updates and progress reports on the status of ongoing projects.

Adherence to industry best practices and quality standards in software development.

3. Service Levels

3.1 Response Time:
e ASoftware agrees to respond to client inquiries and requests within the following
timeframes:

Email inquiries: Within 24 hours of receipt during business hours (Monday to Friday, 9:00
AM to 5:00 PM).

e Phone inquiries: Immediate response during business hours or within 4 hours for
voicemail messages.

e Onsite support requests: Within 2 business days of the request.

3.2 Software Development Timeline

ASoftware will provide the Client with a detailed project timeline for each software development
project. The timeline will include milestones and deadlines for key deliverables, with regular
progress updates provided to the Client.

4. Responsibilities

4.1 ASoftware Responsibilities

ASoftware agrees to:

e Assign qualified and experienced developers to each project.
e Adhere to the agreed-upon project timeline and deliverables.



e Provide regular progress updates and reports to the Client.
e Maintain confidentiality and security of client information and project details.
Address any issues or concerns raised by the Client promptly and professionally.

4.2 Client Responsibilities
The Client agrees to:

Provide clear and detailed requirements for each software development project.
Cooperate with ASoftware in providing necessary resources and information.
Review and approve project deliverables in a timely manner.

Notify ASoftware of any changes or updates to project requirements.

Make timely payments for services rendered by ASoftware.

5. Remedies

e In the event of service deviations or failure to meet agreed-upon service levels, the
following remedies will apply:

e ASoftware will take immediate action to address the issue and rectify the situation to the
satisfaction of the Client.

e |f ASoftware fails to meet project deadlines or deliverables due to reasons within its
control, ASoftware may offer compensation or extend project timelines as mutually
agreed upon by both parties.

e |[f the Client fails to provide necessary resources, information, or approvals as per the
agreed-upon timeline, ASoftware shall not be held liable for delays in project delivery.

6. Termination

Either party may terminate this SLA upon written notice to the other party in the event of a
material breach of the terms outlined herein. Termination shall not relieve either party of its
obligations accrued prior to the termination date.

7. Amendments

Any amendments or modifications to this SLA must be made in writing and agreed upon by both

parties.

8. Governing Law
This SLA shall be governed by and construed in accordance with the laws of [Jurisdiction].

9. Signatures

By signing below, both parties acknowledge their understanding and acceptance of the terms
and conditions outlined in this Service Level Agreement.






